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To clarify the Postal Service’s FY 2020 Annual Performance Report (FY 2020 

Report) and FY 2021 Annual Performance Plan (FY 2021 Plan),1 the Postal Service is 

requested to provide written responses to the following requests.  Answers should be 

provided to individual requests as soon as they are developed, but no later than 

February 11, 2021. 

 

Legal and Strategic Initiatives 

1. Please refer to the Business Service Network, Point of Sale, Delivery, Customer 

Care Center, Customer 360, USPS.com, and Bulk Mail Entry Unit2 performance 

indicators listed on page 37 of the FY 2020 Annual Report.  For each 

performance indicator, please provide a FY 2021 target or a reasoned 

explanation for not setting a FY 2021 target.3 

                                            

1 The FY 2020 Report and FY 2021 Plan are included in the Postal Service’s FY 2020 Annual 
Report to Congress, which the Postal Service filed with the FY 2020 Annual Compliance Report.  Library 
Reference USPS-FY20-17, December 29, 2020, file “FY2020.Annual.Report.USPS.FY20.17.pdf,” at 31-
57 (FY 2020 Annual Report). 

2 Although the FY 2020 Annual Report refers to the “Business Mail Entry Unit” performance 
indicator, the name of the survey is “Bulk Mail Entry Unit.”  See Library Reference USPS-FY20-38, 
December 29, 2020, file “USPS-FY20-38 Preface.pdf,” at 1. 

3 The FY 2020 Report refers to FY 2021 targets for the Customer Care Center and Customer 360 
performance indicators.  See FY 2020 Annual Report at 37 nn.2, 3. 
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2. Last year, the Postal Service issued its five-year strategic plan for FY 2020 

through FY 2024.4  Please confirm that the Postal Service is currently developing 

or planning to develop a new strategic plan during FY 2021 that will supplement 

or replace the Five-Year Strategic Plan.5  If confirmed, please: 

a. Describe the new strategic plan and explain how it differs from the Five-

Year Strategic Plan. 

b. Explain whether and how the Postal Service will incorporate the Five-Year 

Strategic Plan into the new strategic plan or whether the new strategic 

plan will replace the Five-Year Strategic Plan. 

c. Explain whether and how the current Five-Year Strategic Plan and new 

strategic plan will be incorporated into the strategic goals and strategic 

initiatives for FY 2021 and beyond. 

d. Provide an estimated date or timeline for providing the new strategic plan 

to the Commission and general public. 

High-Quality Service 

3. In Library Reference USPS-FY20-29, the Postal Service explains that the 

structure for the new Retail and Delivery Operations unit consists of four 

geographic areas: Atlantic, Central, Southern, and Western Pacific.6  In response 

to Commission Information Request No. 1, the Postal Service states that “[a]ll 67 

                                            

4 United States Postal Service, Ready-Now  Future-Ready: The U.S. Postal Service Five-Year 
Strategic Plan FY2020-FY2024, available at: https://about.usps.com/strategic-planning/five-year-
strategic-plan-2020-2024.pdf (Five-Year Strategic Plan). 

5 See Comments of the National Association of Presort Mailers, February 1, 2021, at 15; 
Government Executive, Postmaster General Previews New Reforms as USPS Announces $9B Loss for 
2020, November 13, 2020; available at: https://www.govexec.com/management/2020/11/postmaster-
general-previews-new-reforms-usps-announces-9b-loss-2020/170035/. 

6 Library Reference USPS-FY20-29, December 29, 2020, file “USPS-FY20-29.Preface.pdf,” at 3. 
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districts will now report to four areas, instead of the previous seven areas.”7  

Please explain how the reorganization affected the 67 districts from the legacy 

structure.  In the response, please describe any changes made to the districts, 

including the geographic area comprising each district. 

4. The Postal Service states that “FY 2020 service performance can best be viewed 

as a year of two distinct phases: the pre-COVID-19 pandemic period covering the 

first half of the year, and the COVID-19 period covering the second half of the 

year.”  FY 2020 Annual Report at 35. 

a. Please refer to the Postal Service’s table listing “FY 2020-FY 2021 

Targets and FY 2017-FY 2020 Actuals for Corporate-wide Performance 

Outcomes” on page 33 of the FY 2020 Annual Report.  Please provide an 

updated table that includes High-Quality Service results for each “distinct 

phase of FY 2020.” 

b. If the Postal Service cannot calculate High-Quality Service results for each 

phase, please explain why. 

5. In previous years, the Postal Service has stated that service performance was 

negatively affected by network disruptions such as natural disasters, industrial 

incidents, and the actions of a malicious actor.8 

a. In addition to COVID-19, please describe any other network disruptions 

that impacted High-Quality Service results in FY 2020. 

b. For each network disruption listed in response to question 5.a.: 

i. Please provide a detailed description of the event, including the 

timing of the event and the geographic area affected. 

                                            

7 Responses of the United States Postal Service to Questions 1-21 of Commission Information 
Request No. 1, January 15, 2021, question 12.b.i. 

8 See, e.g., Docket No. ACR2019, Library Reference USPS-FY19-17, December 27, 2019, file 
“FY19.Annual.Report.USPS.FY19.17.pdf,” at 22. 
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ii. Please explain how such event disrupted the Postal Service’s 

network (i.e., which processing phases were impacted and how 

they were impacted). 

iii. Please quantify the effect that such event had on the Postal 

Service’s High-Quality Service results for FY 2020. 

6. The Postal Service states that “[n]ear real-time analytics will be used to identify 

mail at risk of service failure and take proactive measures to prevent these 

failures.”  FY 2020 Annual Report at 36. 

a. Please explain how near real-time analytics will be used to identify 

mailpieces at risk of service failure. 

b. Please describe in detail examples of proactive measures the Postal 

Service will take to prevent service failures. 

c. Will the Postal Service provide access to the near real-time analytics to 

mailers and mail service providers?  If yes, please explain how. 

 
By the Chairman. 
 
 
 

Michael Kubayanda 


